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2. Modelul Grönroos 
                                                                                                                       
                                                                                                         
                                                             
                                                                                                         
                                                                                                             
                                                                 
￿ calitatea tehnică                                                                               
                                                                                                      
                                                                                                 
￿ calitatea  funcţională                                                                                
                                                                                                    
                                                                                                      
                                                                                                     
             
                                                      imaginea firmei                                   
                                                                                                        
        I                                                                     
                                                                                                             
                                                                                                     
                                                                                                                       
                                                                                                        
                                                                                                                        








Theoretical and Empirical Researches in Urban Management,  Year 3, Number 8, 2008 





















































































































 I                     I   II     I I   I            
 
Serviciile principale                                                                                  
                                                                      
Serviciile auxiliare                                                                                          
                                                                                    
Serviciile  suport                                                                                                     
                                                                                                               
                                
                                                                                                                 
                                                                                                                     
                                                                                                             
                                                                  
                                           I                                                         
                                                                                                       







Theoretical and Empirical Researches in Urban Management,  Year 3, Number 8, 2008 




















































































































                                                                                                               
                                                                                                                 
                                                             
3. Modelul Parasuraman, Zeithaml şi Berry 
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4. Modelul conceptual al calităţii serviciilor electronice 
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